Abstract. Customer satisfaction (CS) is one of the most important criteria for business performance. Customer satisfaction contributes to the customer loyalty, which in turn helps improving performance of the organisation such as sales and profit. In order to survive in the operation and business with intense competition between enterprises, the focus of CS is important to ensure business excellence. This piece of work relates to a study on effect of demographic of Hajj Pilgrims on customer satisfaction. A questionnaire was prepared and given to 500 respondents of Malaysian Hajj Pilgrims which gave a 70.0% response rate or 350 respondents. Overall descriptive result depicts high level of CS, showing that Malaysia Hajj Pilgrims have high satisfaction towards Hajj services, which are being provided by Hajj Pilgrims organiser. Lembaga Tabung Haji (TH), which manages more than 80.0% of Malaysia Hajj Pilgrims every year, has performed the excellent performance towards CS. This study also shows that there are no significant differences in CS amongst demographics such as gender, age, occupation, academic status except category of Hajj Pilgrims.
Introduction
Customer satisfaction is one of the most important criteria for business performance [1] [2] . Customer satisfaction contributes to the customer loyalty, which in turn helps improving performance of the organisation such as sales and profit [3] [4] . According to Ahmad et al. [5] , business competition requires higher levels of quality achievement to meet the customer satisfaction [6] [7] [8] [9] [10] . The Hajj is an Islamic pilgrimage to Mecca and the largest gathering of Muslim people in the world every year and it is one of the five pillars of Islam, and a religious duty which must be carried out by every Muslim who can afford to do so at least once in his or her lifetime [11] .
In Malaysia, Lembaga Tabung Haji (TH) is the premiere Islamic financial institution. TH has been established in 1963 and TH has 50 years of experience in deposits, Hajj services & operations and investments [10] . Being the country's largest Islamic fund manager with more than RM41billion funds, TH endeavours to strengthen the economy of the Malaysian Muslims by capitalizing on its available funds and resources [10] . Lembaga Tabung Haji (TH), which manages more than 80.0% of Malaysia Hajj Pilgrims every year, have well experienced in organising Hajj Pilgrims. TH provides package for "Muassasah". Other packages are organised by Private Hajj Pilgrims companies namely "Pengelola Jemmaah Haji" and "Pakej Haji TH Travel & Services Sdn. Bhd (THTS)".
Methodology
A total of 500 questionnaires were given to Hajj pilgrims. 352 questionnaires were returned which represented 70.0% response rate. The number of returned questionnaires that were found to be usable in this study was 350, which represented about 70.0% response rate. Since the response rate is quite high compared to a previous study, it shows that respondents are interested in this research. The responses were later analysed using the SPSS Version 18 statistical package. Figure 1 shows the conceptual framework for this study. 
Survey Result
Descriptive result of respondents The first aspect analysed was the descriptive result of the respondents. Overall result shows that mean score of each categories is more than 4.0 likert scale, which can be categorized as high and satisfied level. As summarised in Table 1 , female (µ=4.68) has higher CS (µ=4.66) compared to male. As can be seen in Table 2 , the highest mean group for age is 31-40 years (µ=4.64) and followed by 21-30 years (µ=4.61). Table 3 shows that the highest mean for occupation is goverment / statutory sector (µ=4.71) and followed by pensioner (µ=4.71). The lowest percentage is student (µ=4.53). Table 4 shows that the highest mean for academic is "Sijil Rendah Pelajaran" and below (µ=4.68), and followed by bachelor of degree (µ=4.67). The lowest mean is "Sijil Tinggi Persekolahan" (µ=4.60). Respondents who have performed Hajj more than once (µ=4.71) is higher compared to first time respondents (µ=4.66) as shown in Table 5 . Table 6 shows that the highest mean score for category of Hajj Pilgrims is "Pengelola Jemaah Haji" (µ=4.72) and followed by "Muassasah" (µ=4.70). Thus, overall descriptive result shows high level in all demographics of respondent showing that Malaysia Hajj Pilgrims have high satisfaction towards Hajj services. In addition, Lembaga Tabung Haji (TH) has performed the excellent performance towards CS. 
Internal consistency
In order to validate the survey instrument used in this study, an internal consistency reliability analysis was conducted. The Cronbach's alpha measures of reliability for the construct is 0.919, which are well above value of 0.7 as shown in Table 7 . It means that the instrument in this survey was reliable. Test of significant on differences of means Six significance tests of t-test and one-way ANOVA were carried out to investigate whether there are any significant effect of demographics on CS as hypotheses H1 until H6.
H1: Gender has effect on CS
An independent-samples t-test was conducted to compare CS between male and female as shown in Table 8 . There was not a significant difference in CS for male (M=4.66, SD=0.45) and female (M=4.68, SD=0.45) conditions; t(343) = 1.073, p > .05. 
H2: Age has effect on CS
A one-way between subjects ANOVA was conducted to compare the effect of age on CS. There was not a significant effect of age on CS at the p<.05 level for the seven conditions [F(6,343) = 1.073, p = 0.378] as shown in Table 9 . Table 11 . 
H6: Category of Hajj Pilgrims has effect on CS

Discussion
Overall descriptive result shows high and satisfied level in all demographics of respondents. Lembaga Tabung Haji (TH) has showing the excellent performance of CS. Tabung Haji has to sustain and continuously perform the excellent performance to Malaysia Hajj Pilgrims and create a strategy towards developing beyond the excellent performance margin to achieve above the Hajj Pilgrims' expectation in the future such as application of information and communication technology (ICT) and introduction of latest technology in delivering their services.
Conclusion
Overall result of CS amongst Hajj Pilgrims organisers are high and satisfied. Lembaga Tabung Haji (TH) has showing the excellent performance of CS. This paper has presented the results of a survey conducted on Hajj Pilgrims with the main purpose of the effect of demographics on CS.
